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Already, Australia’s 5,500 community 
pharmacies play an important role in diabetes 
maintenance, asthma management and blood 
pressure monitoring. Opponents, on the other 
hand, argue that such services have been, 
and continue to be, successfully delivered in 
general practice. Warning — any change to 
existing protocols may create undue risk and 
fragmentation of care. Rather than critique 
these positions, the purpose of this article 
is to provide a voice for the consumer and 
simply to measure consu mers’ desire for such 
enhanced services and draw inferences from 
preliminary data in relation to emerging trust 
and risk issues.
During 2015, I conducted a preliminary 
study into consumer demand for enhanced 
pharmacy services. An online survey of 403 
shoppers (Male = 175, Female = 227) gathered 
data from across Australia. The study sought 
to quantify the following items:
1. It would save me time if I could get my 
flu vaccination at my pharmacy.
2. I would trust my pharmacist to give 
me a flu vaccination.
3. If I was travelling overseas, I would be 
happy for my pharmacist to give me 
my travel vaccination/s.
4. If my child needed their scheduled 
vaccinations, I would trust my 
pharmacist to administer them.
5. It would be convenient to get my 
vaccinations done at the pharmacy.
While the outcomes of this study generally 
exhibit an affinity for enhanced pharmacy 
services, results also identified cautionary 
consumers, particularly female consumers, 
those with children, lower income groups and 
the elderly. It is suggested that some of these 
barriers to consumer adoption of enhanced 
pharmacy services could be reduced, or 
removed through educational programs and 
societal marketing strategies. Ultimately, more 
empirical research is needed to develop a 
deeper understanding of consumer intentions 
to utilise enhanced services.      
TIME
Consumers engage with Australia’s 
community pharmacy network on a regular 
basis; often to collect prescription medicines, 
or purchase health and beauty, vitamins or 
skincare products. Location and accessibility 
are key strategic strengths behind the push 
for enhanced services. Simply being able to 
walk into a local community pharmacy for a flu 
jab is more time efficient for consumers than 
having to book appointments and sit around 
in waiting rooms. In total, 56% of respondents 
agreed (Somewhat Agreed, Agreed, Strongly 
Agreed) that they would save time if they 
were able to acquire a flu vaccination at 
their local community pharmacy. A little 
over 20% disagreed (Somewhat Disagreed, 
Disagreed, Strongly Disagreed). Differences 
were detected between genders, with 
64% of males agreeing such an enhanced 
service would save time, while only 50% of 
female respondents agreed. Respondents 
in higher income brackets were more likely 
to see the benefits of this service, with 61% 
of respondents earning over $110,000 in 
support, higher than the 52% of respondents 
earning between $50,000 and $70,000. In 
relation to age, younger consumers were more 
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likely to agree this service would save time, 
with 70% of those aged 25–35 in agreeance, 
while only 52% of respondents aged over 56 
years agreed.
TRUST
When dealing with healthcare matters, even 
with the most minor ailments, trust within 
the relationship vital. Results indicated 
60% of respondents would trust a suitably 
qualified pharmacist to administer a flu jab, 
21% disagreed. Again, gender delivered 
differing outcomes, with 64% of men and 
57% of women agreeing with the statement. 
Those on higher incomes, over $110,000, were 
more likely to place trust in their pharmacist, 
whereas lower income groups were less 
inclined to trust: under $20,000 – 55% 
agreed, $20,001–$50,000 – 60% agreed. 
Younger cohorts of consumers were less risk 
adverse, with 61% of 25–35 year olds trusting 
pharmacists to administer flu jabs, in contrast 
to only 54% aged over 65 years.
TRAVEL
Today, consumers have greater access to 
international travel than ever before, with 
adventure travel to third-world countries like 
Cambodia, Brazil and Morocco, amongst 
others, increasing each year. As such, it 
was proposed to test whether consumers 
would consider having a suitably trained 
pharmacist administer travel vaccinations. 
Results indicated 54% of respondents would. 
In relation to gender, 60% of men and 49% 
of women agreed with this statement. 64% 
of consumers on incomes over $110,000 
were more likely to have a pharmacist 
administer a travel vaccination, whereas 
only 46% of consumers in lower income 
groups were less inclined. This variance in 
income may be correlated with the ability to 
travel internationally. Younger consumers, 
18–24 years would be more likely to attain a 
travel vaccination from a pharmacy (68%), 
in contrast to older consumers: 56–65 years 
– 53% and over 65 years at 44%. Again, it 
is suggested other medical issues may be 
presented in older cohorts and accordingly 
they may be less inclined to seek out 
alternative arrangements.        
CHILDREN
The health and wellbeing of children is of 
vital importance. Issues surrounding mental 
health, obesity, healthy eating and childhood 
vaccinations permeate popular media and 
academic journals. This study sought to 
measure consumers’ intentions to have a 
pharmacist administer scheduled childhood 
vaccinations. Herein, the results indicated only 
46% of respondents would be comfortable 
having a pharmacist administer their children’s 
vaccinations, with 33% disagreeing with the 
proposition. Female consumers were more risk 
adverse, with over 38% advising they wouldn’t 
support pharmacists administering childhood 
vaccinations. Interrogating the income data 
found that only those consumers earning over 
$110,000 would be willing to support this 
service, but only just at 51%. Low to middle 
income earners were less likely to support this 
service. Younger consumers, 18–24 years were 
more likely to have their children vaccinated 
by a pharmacist (67%); however, all other 
age groups were more or less opposed. It 
is suggested lack of knowledge or ‘no-vax’ 
campaigns have created a sense of insecurity 
and mistrust in this area.
CONVENIENCE
While 56% of consumers advised the 
implementation of enhanced pharmacy 
services would save them time, 59% 
considered it would also be a convenient 
option, with 61% of men and 58% of women 
agreeing with the statement. Of those 
on incomes over $110,000, 67% were 
more likely to consider the convenience of 
enhanced services than those consumers 
on lower incomes: under $20,000 – 52%, 
$20,001–$50,000 – 57%. Younger cohorts 
of consumers sought convenience, with 75% 
reporting enhanced pharmacy services would 
be a convenient option, whereas those aged 
over 65 years (45%), and possibly retired, did 
not consider the service convenient.
FENCE SITTERS
Predominant across this study were those who 
reported to, ‘neither agree nor disagree’ with 
the statements. In many cases, somewhere 
between 18% and up to almost 24% of 
respondents, fell into this group. Such a result 
suggests not apathy, but rather uncertainty. 
As presented above, those respondents with 
children, lower income groups and those 
over the age of 65 years were less inclined to 
support enhanced services. For these groups, 
any change to the status quo comes with 
heightened degrees of perceived risk. As such, 
before any rigorous conclusions can be drawn, 
further qualitative, quantitative and scenario-
based consumer research is required.     
